
The 2016-2017 SNAP 

Process Improvement 

Collaborative



In 2016, Pitt County began working with Davidson and Union counties in 

North Carolina; Atlantic, Camden, Essex counties in New Jersey; and Orange, 

Riverside, and Sacramento counties in California.

Our goal is to design and implement Plan-Do-Study-Act (“PDSA”) projects to 

improve Food and Nutrition Services.

The Goal

There are 3 PDSA projects so far …

• PDSA 1: Using a case banking approach to increase the efficiency 

of FNS redeterminations.

• PDSA 2: Helping caseworkers to write clearer and more consistent 

case notes. 

• PDSA 3: Improving communications with FNS clients in order to 

improve customer service, staff satisfaction, and the rate of 

untimely and late recertifications.



PDSA 1: Case Banking

“Case banking,” aka “case 

batching,” has been much 

discussed in recent literature. 

In January, our department began 

to batch overdue FNS 

recertifications in order to:

• Reduce the extent to which 

recertifications become overdue.

• Improve customer service and 

reduce complaints.

• Free up staff time in order to 

help prevent late recertification 

applications.
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The project has already resulted in a reduction of 

late redetermination applications.



PDSA 2: Complete & Consistent Case Notes

Case banking is supported by the 

second PDSA project, which 

involves providing caseworkers with 

detailed instructions on preparing 

initial case notes for all FNS intakes 

and redeterminations.



PDSA 3: Client Communications

The third (and largest) PDSA 

project involves updating the 

ways that we communicate with 

FNS recertification clients. 

The goals of this project are to:

• Reduce client and staff 

frustration with delayed mail 

and “telephone tag,” and the 

resulting untimely and late 

applications.

• Create more options for 

efficient, confidential, and 

documentable communication.

• Integrate FNS more closely 

with our recently expanded 

Employment & Training 

program.



PDSA 3: Client Communications

Part of this effort includes giving clients a wallet card 

to help them remember when they should contact 

DSS, and when their recertification is due. 



When clients need to 

update their information, or 

when they are approaching 

their recertification due 

dates, they are directed to 

a portion of the county 

website.

The website helps to 

explain the process, and 

allows clients to update 

their information.



If clients need interviews, 

they can also let DSS know 

the most convenient days 

and times, and let us know 

whether they prefer in-

person or telephone 

interviews.



PDSA 3: Client Communications  

The reverse side of the wallet card reminds clients of 

DSS’ Employment & Training program, and directs 

them to a section of the county website that helps 

them find jobs and learn about job-oriented education.



PDSA 3: Client Communications



PDSA 3: Client Communications

Finally, DSS is evaluating software that may allow 

us to communicate with our clients by text, email, 

and automated voice telephone reminders.

This may be implemented in cooperation with the 

Public Health Department and the county’s 

paratransit service.



For more information, please contact:

Thomas Knight

Quality Improvement Section Program Manager, Pitt County DSS

252-902-1238

thomas.knight@pittcountync.gov

Bryan Averette

Administrator, Economic Support Services, Pitt County DSS

252-902-1154

bryan.averette@pittcountync.gov


